
Irish Independent Jobs & Careers 

July 19th, 2007 

[image: image1.jpg]Wake-up ¢

Pamela Fay, MD of Business Performance Perspectives, regularly gives training on etiquette in the workplace

Getting in touch with someone by phone is easier than ever, but it pays not to forget simple
courtesy and etiquette when making or receiving that call. Bernice Mulligan reports




[image: image2.jpg]TIQUETTE is something

generally regarded as

old-fashioned, but in the

working world, man-

ners, particularly tele-

phone manners, are

more valuable than we might think.

“Telephone etiquette is extremely

important,” says Pamela Fay, man-

aging director of Business

Performance Perspectives, and

somebody who regularly gives

training courses on etiquette tech-
niques in the workplace.

“When you're on the phone, you

are effectively the voice of your

company,” she says. “Apart from

face to face, it is the most effective |

way to communicate with your cus-
tomer or client.”

Tn Fay's opinion the biggest no-
no when it comes to telephone eti-
quette is failing to get back to
somebody who calls and leaves a
message.

“This is the No 1 complaint I hear
from people and it particularly per-
tains to sectors where time may be
of the essence such as auctioneer-
ing or banking, with people wish-
ing to place a bid on a house or
waiting to hear back on a loan or
mortgage application.”

According to Fay, good practice is
to get back to the caller by close of
business and definitely within 24
hours. “Even if you don’t have any
actual news, it is important just to
get back to that person and keep
him or her informed of what’s
going on”

In terms of making or indeed
answering a phone call, Fay offers
the following advice: “State your
name, your company and, if you're
the one making the call, state what
it’s in connection with.”

EVEN |F YOU
DON'T HAVE
ANY ACTUAL
NEWS, IT IS
IMPORTANT TO
GET BACK TO
THAT PERSON
AND KEEP HIM
OR HER
INFORMED
OF WHAF'S
GOING ON

She also advocates having a pen
and paper handy so you can jot
down notes without interrupting
the flow of conversation, as well as
questions and objectives, so you're
not tongue-tied when you make
contact.

According to Fay, taboos while on
a call include: eating; chewing
gum; tapping away on your com-
puter; and not saying sorry after
sneezing, coughing or clearing
your throat. -

Fay especially urges caution on
language usage when making a
work call. “Obviously you should
never use bad language,” she says.
“Also, avoid being too over-familiar.
If you know the person you're call-
ing is senior to you in age, you

| should address him or her as Mr or

Mrs until you are told otherwise.”

Fay also suggests keeping back-
ground noise to a minimum, partic-
ularly if you work from home._
“Close your office door, so the per-
son on the other end won’t hear
your door bell ringing or your dog
barking,” she says, adding that one
should always request permission if
you are putting someone on hold or
on speakerphone.

The timing of calls is something
people should also be mindful of,
she says. “People are making busi-
ness calls from 7.30am, but the ear-
liest should be about 8.30am. Also,
you shouldn’t make business-
related calls after 6 or 6.30pm.”

According to Fay, Irish compa-
nies “vary hugely” in how profes-
sional they are when it comes to
telephone etiquette. “Some are bril-
liant; others you could be chasing
for days to make contact with them.
It’s worth investing money to train
staff on correct phone etiquette.”
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1. Answer with ‘yeah?’ or
‘what?’ You should state your
name, your company’s name,
then ‘how can | help you?"

2. Place people on hold or
speakerphone without asking
them first

3. Cough, sneeze or clear your
throat without saying sorry
afterwards

4. Ask people if they can call
you back because you're really
busy. You should take a num-
ber and call them back

5. Eat o chew gum

6. Break off in the middle of a
sentence to say something to
somebody (eg ‘Will you get me
a ham sandwich from the deli,
Sandra?’) It's rude not to give
the caller your full attention

7. Use over-familiar terms with
people you don’t know. For
example, ‘I'll get that informa-
tion to you as quickly as | can,
sweetie/lovie/pet’

8. Ring a wrong number and
then just hang up as opposed
1o telling the person who
answers that you dialled incor-
rectly and apologising

9. Have loads of noise going
oniin the background if you
are making a business call.
(Make sure children aren‘t cry-
ing/dogs aren't barking if
you're working from home;
turn off printers, fans and
radios if you're in the office)
10. Use bad language o, if
you're talking to someone
whose first language isn't
English, pepper your speech
with slang and colloquialisms.





